































DIVERSITY AT THE HEART OF OUR SERVICE DELIVERY

Children anD Families Service User Policy
Introduction
1.	CAFCASS acknowledges that different people will have different needs and our aim is to provide services in a way that responds to those needs in the best possible way. 
2.	This policy is part of our overarching Equality and Diversity Strategy. It sets out how our staff will work with our primary service users, who are the children, young people and families we work with. 
3.	In addition, we work in collaboration with the courts, local authorities and solicitors, as well as with our sponsoring department, Department for Education and Skills, and Department for Constitutional Affairs.
4.	This draft policy has been developed through research of several local authorities and a focus group consisting of CAFCASS staff covering a wide range of functions and geographical locations.
Aims
5.	CAFCASS is a public organisation with statutory functions conferred by Criminal Justice and Court Services Act 2000. In carrying out its functions CAFCASS and its officers must comply with the legal requirements of other statutes, which, in relaton to diversity, include:
a.    Sex Discrimination Act 1976 (amended 1986 and 1999)
b.    Race Relations Act 1976 (amended 2000)
c.    Children Act 1989
d.    Disability Discrimination Act 1995
e.    Protection from Harassment Act 1997
f.     Human Rights Act 1998
g.	Gender Recognition Act 2000

6.	Our aims of involving and consulting with Children are in line with and supported by Article 12 of the UN Convention on the Rights of the Child. As such as an organisation we will not be ageist and discriminate against children because of their age. 
7.	CAFCASS will provide a high quality service, and provide and promote fair and equal treatment and access to services to all children and our other service users.
8.	Over and above our statutory duties as outlined in the above legislation, we wish to positively engage with children and families, taking account of the complexity of their needs and rights, and ensuring the best possible long term outcome for children and young people. 
CAFCASS will continually review and improve our service delivery. Part of this is to put in place recruitment and training practices that recognise, value and address the differences in the people we serve.
9.	Objectives
10.	CAFCASS will:
a.	Provide accessible buildings and facilities where possible, or offer local alternative meeting places in cases where CAFCASS offices are not suitable to the service user’s needs;
b.	Assess the needs of service users and provide extra support to those with needs which are not necessarily disabilities (e.g. claustrophobia in elevators or children’s prams that are too big to get into CAFCASS offices);
c.	Consider the background, gender, ethnicity of the practitioner when allocating work in cases with particular sensitive issues (e.g. domestic abuse);
d.	Seek to liaise with, develop an understanding of and encourage involvement with local communities;
e.	Explore ways of consulting with and getting feedback from service users from all backgrounds regarding the quality of service delivery;
f.	Ensure waiting areas and interview rooms are child friendly and seek to reflect the culture of the wider community;
g.	Develop practice guidelines on the use of interpreters. CAFCASS aspires to have access to trained and accredited interpreters and translators who are familiar with the work of CAFCASS, and staff who are competent in using interpreters;
h.	Provide information and develop communication in various formats (for example, different languages, large print, Braille, facilities for the deaf and hard of hearing) and in clear and understandable language;
i.	ensure that quality controls of court reports are in place and that diversity is addressed in all CAFCASS reports; and
j.	collate, analyse and share best practice.
How will we measure our progress?
11.	The CAFCASS Equality and Diversity Strategy have a detailed action plan which will help deliver the objectives outlined above. Progress will be monitored through the mechanisms set out in our Performance Framework, at the Board, and in Senior Management at Regional and team levels. The National Equality and Diversity Steering Group also monitors progress quarterly against its action plan.
12.	 CAFCASS has a duty to collect information about our service users with regard to age, disability, ethnic origin, gender, language and religion​[1]​. In addition to being a legal requirement, the information assists us in obtaining a better understanding of the individual child and family’s ethnic and cultural heritage, religious beliefs and their needs arising from these. This information will form part of the assessment and recommendation in CAFCASS practitioners’ reports to court. In respecting diversity, CAFCASS will comply with its obligations under Article 14 of the European Convention on Human Rights not to discriminate on any grounds. Summary statistics give a profile of CAFCASS’ service users and inform strategic approaches, e.g. to training and recruitment. 
13.	 CAFCASS is committed to monitoring and analysing the comments, compliments and complaints we get in relation to diversity.
14.	 CAFCASS ensures that diversity is part of training, appraisal, supervision processes and quality assurance of reports.

Who is responsible for diversity in service delivery in CAFCASS?
15.	 All staff – we all have a responsibility not to discriminate in the way we treat users of our services and to challenge any inappropriate behaviour we experience. Anyone from frontline staff, i.e. administrative staff, practitioners and Service Managers, to those who develop strategy and policy for CAFCASS must keep this in mind.
16.	 FCAs should actively address diversity issues in their practice and service delivery, including reports.
17.	 Managers – each has a responsibility to ensure that our services respond to the needs of the diverse individuals and communities we serve. Managers should actively address equality and diversity issues in supervision and case management discussions, and set appraisal and personal development objectives in relation to diversity and service delivery/practice. Managers should also proactively support staff in raising diversity issues and seeking solutions.
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^1	  CAFCASS Diversity Monitoring of Service Users Policy
